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Dear Reader
This is a very special edition of Skillsmatters for me. It will be my
final one as Chief Executive.
After nearly ten years with the Skills Council and its predecessor
body - the Financial Services National Training Organisation
(NTO) - I will be stepping down from this role at the end of
September.
I am pleased to welcome Simon Ellis to the organisation. A well-
known figure within the investment sector, Simon will lead on a
review of the Skills Council’s future role and strategy whilst I
continue to ensure that the Skills Council’s day-to-day activities
are maintained while the review is in progress. 
Part of these day-to-day activities is our work around leadership
and management. Employers have told us that the leadership and management gap is the most
important issue facing the industry. It is common across all sectors, relevant to all occupations and
involves all staff. So if investing in leadership and management training is important in times of growth, in
a recession it is even more essential.
I’d like to thank all our contributors, in particular Prudential, for their sponsorship of this special edition
where we take a look at the kinds of leadership needed to enable the industry to survive and prosper and
hear from Barry O’Dwyer, Managing Director, Retail Life & Pensions at Prudential. 
The last five years as Chief Executive have been both challenging and rewarding, having led the
organisation through many significant times of change, from the original transition from NTO to Skills
Council, right up to the more recent addition of accountancy into our footprint. This seemed to me to be
the right time to pass on the baton and I am confident the FSSC will continue to play a leading role in
promoting standards and raising skills levels across the industry.
Teresa Sayers, Chief Executive, 
Financial Services Skills Council
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Unionlearn Quality Award 
for Directions
FSSC’s careers information service,
Directions, has received the Unionlearn
Quality Award. In setting up this service, we
have collaborated widely with unions and
employers to find out exactly what they
want from the current and future workforce.
Visit www.fssc.org.uk/directions.
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Latest FSSC news in brief
Sign up for the FSSC’s fortnightly e-news bulletin at www.fssc.org.uk/newsletters>
Vocational qualifications 
in paraplanning  
The FSSC has recently completed an
industry consultation on paraplanning
qualifications. Working with
paraplanning expert Martin Vaughan
we consulted with some 50
organisations. 
Paraplanning is a relatively new but
important role and the FSSC has
worked hard to help raise the profile
and awareness of the work of
paraplanners through the
development of National
Occupational Standards (NOS) and
through this consultation. The
consultation report will be circulated
to awarding organisations who will
hopefully be encouraged to develop
qualifications in this area. 
New Standards for risk management
Following extensive UK-wide consultation with
the industry our new National Occupational
Standards (NOS) covering the processes to
manage risk in the financial sector are now
available at www.fssc.org.uk. 
Endorsement for the new Standards has 
come from Steve Fowler, Chief Executive
at The Institute of Risk Management who
says: 
“The Institute of Risk Management fully
supports the development of these
National Occupational Standards. The
need for effective and efficient risk
management across the financial services
sector has never been greater and we are
pleased to have been involved in the
development of a useful tool that will
provide significant help and guidance in
this area.”
Organisations will now be able to 
implement the Standards on a ‘pick and
mix’ basis, selecting those which are most
relevant to them or to the individuals
concerned. 
See page 10 for all the latest news on
NOS.
Training & Competence workshops
We have recently held three pilot half-day T&C workshops for SMEs in England.
These popular events were designed to complement the FSSC’s T&C standards
and good practice resource kit available at www.fssc.org.uk/trainingandcompetence. 
Due to the enormous interest received, we plan to hold further events across the
UK in the autumn, focusing on a variety of T&C topics and employer groups.
Keep an eye on our website for details.
Comedian Jo Brand with Jamie Walker from Unite 
preesnting the award to
the FSSC's Chief Executive, Teresa Sayers
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in profile:
Barry O’Dwyer
Managing Director, Retail Life & Pensions at Prudential
You have a wealth of
experience across financial
services but where did you
start out?
I started at Standard Life’s Dublin office,
straight from school, as a trainee
actuary. Actuarial degrees didn’t really
exist at that time and it was common
practice, particularly in Ireland, to start
from school and study by
correspondence with London for a few
years while you were working.
Having always been very good at maths
at school, I was encouraged by my Dad,
a maths teacher, to reply to an advert he
saw for a trainee actuary position, and I
got the job. I deferred my university
place and I thought I’d try it for a year. I
loved it and never looked back!
At that time Standard Life didn’t actually
have an actuarial department in its
Dublin office. They were recruiting trainee
actuaries to be the managers of the
future. It was quite amusing when I
turned up and they didn’t really know
what to do with me. I was placed in the
sales department and to be honest if
they hadn’t put me there, I don’t think I
would have stuck with it. From day one I
had a lot of customer contact which was
great and gave me a fantastic grounding
in the financial services industry, seeing
the sharp end of what the products did
for customers’ lives and how they used
them. 
What do you see as the
biggest challenge currently
facing the retail life and
pensions market?  
The challenge is two-fold. Firstly, to
convince people of the need for long-
term, regular saving for retirement. Too
many people underestimate the amount
they need to save to enable them to
retire in a way that they would like.
Secondly, to be trusted as an industry
with people’s money, particularly when
they are such long-term commitments.
Trust is very fundamental to that and it is
a constant challenge for the industry to
retain people’s trust, over say 25 years,
in the products they have bought.
Prudential is known by virtually every
person in the UK; it has a very strong
heritage and is extraordinarily linked into
the British psyche. This is extremely
advantageous in these uncertain times
where we are experiencing a flight to
quality; people are reverting to brands
that they know and trust. Prudential is
synonymous with financial strength. 
What inspires you?
When you look at protection products
and the number of families that would be
absolutely destitute if it wasn’t for the life
insurance industry, you realise that we
do a huge amount of good and that
these really are life-changing products.
I remember, within a couple of months of
entering the industry, encountering a
chap with tears in his eyes because he
had put down a ten percent deposit on a
house that morning but hadn’t realised
that the bank needed life cover. I then
had to break the news that we had a five
day turnaround on life cover. I managed
to pull out all the stops so by 5pm that
day he had his life cover. He was then
“I challenge in a way
that motivates people
to deliver to their best”

“In some ways an organisation lives or dies by the quality of the first
line-manager because they set the tone for the whole organisation”
“We are experiencing a flight to quality;
people are reverting to brands 
that they know and trust”
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enabling the people who volunteer to
develop another range of skills. We’ve
successfully piloted a project with Help
the Aged, because of the link with our
retirement products.
What is your personal
leadership style?
I do communicate a lot with my people
and always with the goal of being clear
about where we’re going and instilling
confidence. Virtually every
communication is designed with this in
mind. I also provide challenge to the role
with the aim of doing so in a way that
motivates people to deliver to their best.
What are the key leadership
issues you have faced during
your career? 
I’ve worked with two companies which
faced ‘near death experiences’. I worked
for Standard Life at a point in which they
went through a very rough period and
also HBOS which went through quite a
difficult period in 2008. These were big,
big challenges from a leadership
perspective. 
The key thing is to always be absolutely
clear and tell the truth and also stress
the positives. In both instances this
proved extremely important; absolute
clarity, giving people confidence and
giving people hope.
These were really quite challenging times
but actually, having been through them,
probably the most rewarding times of my
career. It’s in these sorts of scenarios
where you can learn such a lot. 
What are the approaches to
leadership that can help us to
move through this current
economic turbulence? 
I think a more inclusive style of
leadership, where challenge is
encouraged and listened to, may well be
good for the sector. Healthy challenge
from a number of different viewpoints is
always useful. 
can make a real difference. It is not
necessarily inspiring to work for a
company where the only purpose is to
make money. We have a greater societal
purpose which Prudential really helps
employees to understand. 
Also, I chair a group that plans
Prudential’s work in the community. It’s
about giving something back as well as
able to go to his bank and secure the
mortgage. He was absolutely delighted
and it was quite a nice introduction for
me to how the products actually make a
real difference to people’s lives.
It is really important for me that
everybody who works in our business
understands that ultimately the products
and services we provide for customers
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Why are skills development
and talent management so
important to Prudential?
In our industry, because the product is
very intangible, its value is built around a
promise and the reality is that it is usually
up to 25 years before we can
demonstrate that we have delivered on
that promise. So talent management
within Prudential is taken very seriously;
we’ve got to hold onto the talent we’ve
got and nurture it because ultimately it is
what’s delivering for customers. We are
in a very different position from some
other industries where the product is
delivered more quickly and the results
are more immediate. 
We have a global talent management
programme that supports the business
by ensuring we have the best people in
key roles.  It also provides opportunities
for individuals to develop through a huge
range of roles across the business,
including secondments to businesses in
markets around the world.  Making this
programme work, and retaining and
developing our existing talent,
fundamentally comes down to the
attitude amongst the senior team. A
priority for the business is ensuring that
everyone takes their development plans
seriously and that we have an approach
to knowledge and skills development
that enables people to plot a career path
for themselves and learn from others
within the business. We also place great
importance on succession planning,
trying to, wherever possible, promote
from within. The use of learning
technology at Prudential is also very
advanced and provides thousands of
learning opportunities. We've designed
this material to provide learning in bite-
sized chunks that people can access
when they need it. Working for today,
learning for tomorrow is a philosophy
here.
Ultimately the delivery of output is crucial
but actually how you get there, and the
behaviours that you exhibit are just as
important, if not more so, in terms of
identifying long-term talent and
succession planning. There are no prizes
for having delivered the numbers by
riding roughshod over everybody else.
Do you have a life changing
experience you would like to
share with us? 
After my initial sales experience that
hooked me into the industry I came to
the point in my career where I had to
‘earn my spurs’ as an actuary. I was
placed in an actuarial department for six
months and, looking back, I feel my
experience was mired by a poor line
manager and being in an environment
where people development wasn’t taken
very seriously. 
It did however convince me of the
importance of first line-managers. In
some ways an organisation lives or dies
by the quality of the first line-manager
because they set the tone for the whole
organisation. The behaviours that they
role model are the ones that customers
see because they affect the customer-
facing staff on the ground. It is therefore
an absolutely crucial role within an
organisation. 
Tell us something about
yourself that would surprise
us! 
I am one of ten children which made for
quite an interesting childhood. It did
mean that I saw every major personality
type by the time I was five. I was number
six although there was a bit of a break
in-between the fifth and sixth so I was
the eldest of the ‘bottom half’ which
meant I took on some of the traits of an
eldest child. 
You have held the role of
Managing Director, Retail Life
& Pensions at Prudential since
January this year. If you
achieve just one thing over the
coming year, what should it
be?
I need to make sure that I have the team
and business strategy in place that will
deliver success for Prudential over the
next three years. I feel that I am largely
there, which is good.
Interview by Karen Smith 
Photographs by Amanda Gregory
“There are no prizes for having delivered the numbers 
by riding roughshod over everybody else”
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Since my very first column back in
November 2008, there have been a
number of exciting developments in
our National Occupational
Standards (NOS) work. Our NOS for
Countering Financial Crime were
approved for publication in January
2009, rapidly followed by the
approval of the NOS for Risk
Management for the Financial
Sector and the NOS for
Accountancy and Finance.  Very
recently, our NOS for Investment
Strategy and Management and for
Paraplanning have also been
approved for publication.
We have revised and enlarged the
existing NOS for Retail Financial
Services – to include new suites
covering Debt Collections, Islamic
Finance and Administration for
Mortgage and Financial Planning
Intermediaries. These, together with
updated NOS for Credit
Management, have been submitted
for approval to the UK Commission
for Employment and Skills. An
update is expected shortly.
All NOS undergo a major,
incremental review, approximately
every three years to ensure that their
content remains topical and
relevant, and to address any gaps in
coverage.  With our industry
constantly evolving, we maintain a
log for feedback for potential minor
reviews, such as an amendment to
a phrase or statement in a NOS unit
which has become invalid or out of
date.
My first column highlighted that
those with no prior experience in the
use of NOS often became switched
onto the concept once they learned
a little bit more about this free, up-
to-date resource, developed by the
industry for the industry.
With this in mind, under the banner
of: ‘NOS are here to help you, let us
show you how’, we are stepping up
our activities to help people better
understand how NOS can be used,
particularly in activities such as
performance management,
organisation development, training
and lifelong learning and career
development. We have enhanced
the NOS section of the FSSC
website, to include guidance on the
relationship between NOS and
qualifications, a Latest News page,
and also the publication of our NOS
Strategy setting out our action plans
for future work.  A ‘NOS toolkit’, a
resource to help users understand
and apply NOS, is currently being
developed and will be avaialble
shortly.
One respondent to the consultation
for our Paraplanning NOS
commented: 
“I see them being valuable to me in
terms of helping my client IFAs with
their internal training programmes
for their administrative staff, to meet
the FSA’s CPD requirements.
Standards and descriptions of job
roles will help me with the process
of writing formal job descriptions
A free, up-to-date resource, developed by the industry for the industry
National 
Occupational 
Standards
By Chris Kennedy, 
Assistant Standards Manager, FSSC
Telephone 0845 618 2379
Email chris.kennedy@fssc.org.uk
against which to assess individual
training needs.”
And that’s not all!  Qualifications are a
key outcome of NOS and, linked with
the Retail Distribution Review, we are
working to ensure that the full
flexibilities of the Qualifications and
Credit Framework (in England, Wales
and Northern Ireland) and Scottish
Credit and Qualifications Framework
are met.  This will result in an
inclusive, flexible and employer-led
framework of provision.
We also have another three important
projects on the go; a review of our
NOS for The Administration of Local
Revenues and Associated Benefits,
NOS for Securities and Derivatives
and the development of NOS for
Providing Financial Advice and
Financial Planning.  
These are all due for completion in
early 2010 so watch this space. Even
more NOS here to help you. Let us
show you how!
Over 100 employees are now enrolled on the FSSC
Apprenticeship scheme at AXA Insurance, hoping to
gain the skills and knowledge to progress in the
business and perhaps go on to become the leaders of
tomorrow.
This particular Apprenticeship scheme, Providing
Financial Services (General Insurance), is one of four
frameworks offered by the FSSC and allows
employees to gain an NVQ and CII qualifications that
will help them develop their skills, whilst building
valuable work experience.
Aaron Parsons, working in the Claims department, in
Birmingham, enrolled in May: 
"I started working for AXA in December 2008. I was
keen to get involved in the scheme as soon as
possible. I can work towards a qualification that
compliments my intended career path, but can fit it in
around my normal working hours." 
Aaron is also impressed by the backing the scheme
has in the business. "It's great that my team leaders
support it. I hope that the qualification will open doors
for my future career and it's good to know that
management approve of it too." he said. 
Jordanna Lythgoe signed up in January 2009 and has
been working in Bolton. 
AXA hits the hundred mark
FSSC   
Apprenticeships
Scheme
"I wanted to improve my approach to renewals," she
said. "The scheme allows us to tailor which areas we
want to progress in, which is a great benefit for me." 
The qualification is set out over nine months and
employees work through a series of modules. But
Jordanna doesn't feel the strain of extra work: "It fits in
around the work we do already, it's so flexible. I’m
working towards a Level 7 role and hopefully the skills
and experience I pick up will help that. The scheme
incorporates the CII exam, which is a big plus in the
insurance industry." 
Steve Wilcox, Head of Underwriting & Technical
Development at AXA said: "To see over 100
employees enrol on the scheme is a real credit to the
project team. The enthusiasm and dedication is
fantastic and it's great to see so many people working
hard towards a valuable qualification."
There are already approximately 2,000 apprentices
signed up to the FSSC Apprenticeship in Providing
Financial Services (General Insurance) across the UK.
We would encourage other insurance companies, like
AXA, to get involved. 
Contact your dedicated FSSC Relationship Manager
for details. Please see page 14 for contact details.
By Steven Poss, Education Manager, FSSC
Telephone 0845 618 2363
Email steven.poss@fssc.org.uk
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A
lthough the second half of the last century saw
increased numbers of women, many with strong
career aspirations, entering the workplace,
statistics show that a significant number drop out
before they reach senior positions and currently
women hold less than 12% of FTSE 100 directorships.
So concerned are some male FTSE grandees that they
recently held an event in the City inviting 50 women executives,
all regarded as good candidates to become non-executive
directors of large companies, to demonstrate their skills in a
‘live’ setting – a simulated board meeting where they were
faced with financial, strategic and governance issues. Roger
Carr, Chair of both Centrica and Cadbury believes “Women
add considerable value to the boardroom. They help generate
a more team-orientated and thoughtful atmosphere that
produces better board work.”
The pay gap still exists.  Assuming that she takes no time out
of the workplace, the ‘average’ full time working woman is
some £330,000 worse off than her male counterpart over her
working life, a situation that has obvious implications for
financial independence and well-being, including pension
provision. 
NOMINATIONS OPEN FOR 
WOMEN IN THE CITY
AWARDS
Nominations are now open for the third
annual Women in the City awards and
we are calling on employers to
acknowledge the often hidden pool of
talent within their offices.  
Gwen Rhys, founder of Women in the
City, stressed; “Women are leaving the
city in droves.  To retain this vital
workforce resource it is critical that talent
be recognised, and our awards do this.
By nominating an exceptional woman
you publicly acknowledge the
contribution she makes to your
business.”
The Awards recognise excellence and
celebrate the achievements of senior
and partner-level professionals working
in the London’s business hubs.  In 2008
Amanda Blanc, Chief Executive of
Towergate Partnership’s UK Broking
Division, won the overall Women in the
City Jaguar Woman of Achievement
Award.  Amanda beat seven other
finalists to scoop the overall prize which
was presented by Kirstie Allsopp on
behalf of the Award’s sponsor, Jaguar. 
The Financial Services category award is
endorsed by the Financial Services Skills
Council and sponsored by Corporate
Training Partnerships Limited.
Visit www.citywomen.co.uk 
for further information and to
nominate. 
A fair deal
for the 
fair sex?
By Gwen Rhys
Female entrepreneurs still report
prejudice when it comes to raising
finance; women still see themselves
overlooked for promotion – the working
twice as hard to get half as far syndrome
– and whilst men and women now enter
the professions in equal numbers, at
senior management level there are many
more men than women with companies
instigating all manner of initiatives to
retain the women in whom they have
made a significant investment. 
In broad terms and for the sake of
simplicity, there are, I believe, two
principal factors at play here:  firstly,
those that can be described as external
– e.g. the physical working
environment and legislation, and
secondly those that can be described
as internal – e.g. personal attitudes
and skills.  
Whilst women can, of course,
influence both these factors, they
are likely to be able to control the
internal factors more quickly than
the external ones. 
What kind of
attitudes and skills
do women
leaders need? 
According to
Christopher Witt’s
book, Real
leaders don’t do
PowerPoint,
which will
certainly be a
relief to
Whilst a report produced by
management consultants McKinsey in
2008, as a result of their work with
women, cites five dimensions of what
they describe as ‘centered leadership’:  
• A shared purpose with deep meaning
for the people involved 
• Explicit awareness and management
of energy 
• Positive framing
• Strong informal and formal networks 
• The collaborative creation of
opportunities. 
How long will it take? 
It has been suggested that if women’s
progress continues at the current rate, it
will be a further 73 years before equality
in the boardroom is reached.   
Having considered women’s progress
over my lifetime, I cannot quite decide if
this is firstly an outrageously long time
frame; secondly something we can
shorten through a variety of
interventions, from legislation to
programmes of positive action, or thirdly,
simply the natural passage of time that is
required to effect change. 
Whichever it is, 73 years will take us to
2081.  That’s nearly two centuries since
the birth of my businesswoman
grandmother – a total of ten generations.  
In conclusion, whilst we’re not where we
want to be and we’re certainly not where
we ought to be, thank goodness, we’re
definitely not where we used to be.
audiences and presenters alike, and in
her book, Nice Girls don’t Get the
Corner Office, Dr Lois Frankel cites 101
unconscious mistakes that women make
which sabotage their progression.
These include:  decorating your office
like your living room; taking up too little
space; refusing high profile assignments
and acting like a man.  
In their book, Women with Attitude,
Professor Susan Vinnicombe OBE
(Director of the Centre for Developing
Women Leaders at Cranfield University,
who is also responsible for publishing
the annual Female FTSE 100) and Dr
John Bank conclude that there are ten
key factors to career success:
• Confidence 
• Self-Promotion 
• Risk-Taking 
• Visibility 
• Career acceleration 
• Mentoring 
• Portfolio Careers 
• International experience 
• Role models 
• Management style compatible with 
that of male colleagues.  
Gwen Rhys, CEO of Networking Culture Limited
and Founder of Women in the City, was recently
made 2009 Management Champion of the 
City Branch of the Chartered Management
Institute. 
On 29 April, sixteen leading financial
services employers attended a joint
FSSC and Scottish Enterprise (SE)
meeting in Edinburgh to explore
leadership and management skills
gaps at team leader / first line
manager level and develop potential
solutions.
Linda Houston, FSSC Relationship
Manager for Scotland said: “These
skills gaps were first identified from
the FSSC’s research with employers
for the ‘Skills Bill: Sector Skills
Agreement for Financial Services in
Scotland’, and were backed up more
recently through FSSC employer
meetings and the findings from the
Scottish
employers 
put heads
together to 
develop
effective 
L&M solutions
Scottish Enterprise & Joslin Rowe
‘Scottish Financial Services
recruitment review 2009’.” 
Lynn Curran, Senior Executive at
Scottish Enterprise, explained their
involvement: "Scottish Enterprise has
a remit to identify barriers affecting
business growth which are related to
a range of organisational development
issues, including leadership and
management. Today's event is a good
example of attempts to understand
more fully and address specific
industry issues in a co-ordinated
fashion between stakeholder
organisations such as SE and FSSC."
FSSC’s Linda Houston is now joining
forces with the team at Scottish
Enterprise to progress these ideas.
They plan to meet with the employers
again in the autumn to update them
on progress and seek further input on
developments.
The FSSC is committed to working across
the four nations of the UK
Alistair Hudson 
Relationship Manager for London, Midlands
and East of England
E: alistair.hudson@fssc.org.uk 
T: 0845 618 2359 
M: 07841 235227
www.fssc.org.uk/england
Paul Marshall 
Relationship Manager for London, Midlands 
and East of England
E: paul.marshall@fssc.org.uk 
T: 0845 618 2357 
M: 07841 235228
www.fssc.org.uk/england
Paul McCraith
Relationship Manager for 
the North of England
E: paul.mccraith@fssc.org.uk
T: 07841 235222
www.fssc.org.uk/england
Karis Stander 
Relationship Manager for 
the South of England
E: karis.stander@fssc.org.uk 
T: 0845 618 2391
www.fssc.org.uk/england
Contact your FSSC Relationship Manager today.
Our new-look website
allows you to access
tailored information on
how the FSSC is
working with employers,
partners and
stakeholders in your
area. It allows users to
take a closer look at the
activities and
programmes specific to
each nation and English
region, providing you
with the options to
select your area as your
default starting point.
Visit www.fssc.org.uk
and click your area on
the interactive map.
By Alistair Hudson, FSSC Relationship Manager for London, 
Midlands and East of England
The following is a snap-shot of the key findings of the day.
Issues and barriers
• Business demands
• Management buy in with priority given to technical skills 
• Evidence to support the return on investment
• Budgets
• Training resource
Current practice
Most effective and widely used methods included:
• One-to-one coaching
• Management development programmes
• E-learning
Priority areas for development
• Leadership
• Performance management
• Conflict / difficult conversations
• Communications
• Teamwork
Potential solution
• Establishing a networking / communication forum to share views,
opinions, best practice and experiences on leadership and
management
• Employers grouping together to share in the training costs and
achieve better value for money
• Developing and implementing more manageable ‘bite sized’ learning
to help deliver training given business pressures and priorities
• An awareness of the training and qualifications which exist for
management and leadership development
• Industry guidance on the standards and competencies that the sector
should be aiming for at team leader / first-line manager level 
Stewart Forrester
Relationship Manager 
for Wales
E: stewart.forrester@fssc.org.uk
T: 07841 235225
www.fssc.org.uk/wales
Dympna Hannon 
Relationship Manager 
for Northern Ireland
E: dympna.hannon@fssc.org.uk 
M: 07590 225987
www.fssc.org.uk/northernireland
Linda Houston 
Relationship Manager 
for Scotland
E: linda.houston@fssc.org.uk 
T: 0784 123 5226
www.fssc.org.uk/scotland
Uncovering talent 
in East London
I was recently invited to participate in a University of East
London (UEL) assessment day in a drive to uncover new
talent. The first year degree students were competing for an
internship at Merrill Lynch to be taken up in the summer
after their second year.
With more than 20,000 students from 120 countries
worldwide, UEL is one of the UK’s most diverse and fastest
growing universities. At the heart of Europe’s largest
regeneration area, UEL plays an integral role in local
development, inspiring generations with an enthusiasm for
new ideas and new learning.
The assessment day was held at Merrill Lynch’s premises in
the City of London, but was very much UEL’s day. It
involved three different activities for the students: a group
exercise, a one-to-one interview and finally a presentation
to the assessors. I was particularly impressed by those
students whose first language was not English, who fluently
presented on a number of highly technical topics. The
presentations covered topics as diverse as a company in
Latvia that one of the students had worked for, and
complaint handing in a call centre, while the group exercise
required the students to consider a range of spending
priorities for a local authority.
It was very interesting to hear about the students’ different
backgrounds. With equality and diversity being an important
issue for employers today – indeed with many employers
having formal targets in place to reach beyond their
traditional recruitment pool – experience and life skills
gathered in the most diverse ways are equally important.
Merrill Lynch will apply the same rigorous recruitment
criteria as ever, but as a result of extra coaching, hopefully
the UEL students will be competing on a level playing field
with other candidates from some of the more established
universities, and those from more ‘traditional’ backgrounds,
such as Oxford and Cambridge.
Of course the summer internships are just the start, but
they will hopefully lead to full-time careers for the successful
candidates and produce the leaders of the future.  
FSSC Relationship Manager, Alistair Hudson with students 
Kunal Poonyth (centre) and James Davison (right)
EITHNE WALLIS CB, MANAGING DIRECTOR, UK 
GOVERNMENT BUSINESS DIVISION, FUJITSU
HOW INVESTORS IN PEOPLE IS IRREPLACEABLE IN OUR BUSINESS 
Investors in People is part of the fabric of Fujitsu. It impacts how we bid for and win new contracts, it helps us smoothly incorporate new people into our business, and it underpins  
the People Development Processes that enable us to retain and develop our employees. We continually assess our performance with Investors in People, and the thoroughness of  
this approach is helping secure our success and standing as a leader in the provision of customer-focussed information technology services.
SHE CHOSE 
SUCCESS
DEVELOPING A WINNING CULTURE
Find out how you too can beneﬁt at investorsinpeople.co.uk/success
or call us on 0845 603 6892
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Recession stress threatens 
financial services productivity
Managers need to win the confidence of their staff or risk making stress worse
Worryingly, managers may not only
be failing to deal with workplace
stress, they could be making
matters worse.  Nearly a third (28%)
of stressed employees1 said a lack
of confidence in management had
contributed to an increase in stress
levels. Meanwhile, only 9% of
employees2 said they are receiving
more support from their managers
than they did before the downturn
and only 17% think their manager
has adapted very well to the effects
of the downturn.
Simon Jones, chief executive of
Investors in People, commented:
“Increased stress in the workplace is
associated with reduced
productivity. Our research suggests
that management has so far not
addressed the current increase in
mployees are more
stressed than a year
ago and
management failure
to address this
could have a
prolonged impact on productivity.
This is the conclusion from
research recently released by
Investors in People UK, the
organisation that works with
companies to improve
productivity.
The research, which was conducted
by YouGov, reveals that 47% of
employees in the financial services
sector say stress levels at work are
higher than a year ago, yet only one
in three believe their organisation is
doing anything to help them manage
this.
workplace stress. The longer the
problem is ignored, the more it could
impact on productivity at a time
when the UK economy needs a
boost.  We would urge managers to
respond proactively to the recession,
to gain the confidence of their
employees by providing support for
them during this period of
uncertainty.”
The research also revealed that
experience can make a difference to
workplace stress. Over four-fifths
(84%) of employees over 55 years
old have experienced a downturn
before, compared with just over half
(52%) of all employees. The research
found these older employees are
coping with stress better than
younger ‘recession virgins’.3
1 Refers to employees who have experienced
increased stress levels
2 Refers to employees who are managed by
someone else
3 The incidence of increased workplace stress
due to the current downturn among the
over-55 age group was 32%, which was 
decidedly lower than among workers who
are 35-44 (41%) and 45-54 (45%)
All figures, unless otherwise stated, are from YouGov
Plc.  Total sample size was 2,261 adults. Fieldwork
was undertaken between 23-26 March 2009.  The
survey was carried out online. The figures are
unweighted.
E
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Leadership &
Management
programme
At the National Skills Academy for
Financial Services (NSAFS) we have
developed an innovative, flexible and
interactive Leadership and
Management (L&M) programme for
people working in the financial
services industry to develop their skills
and positively contribute to the FSA’s
regulatory initiative of Treating
Customers Fairly (TCF). 
Our programme is closely linked to
TCF because the NSAFS recognises
the importance of developing a culture
that puts customers at the heart of
business. It is designed to develop
practical techniques around
managerial work based problems,
making decisions, providing solutions
and communicating effectively.
The programme consists of a
combination of workshop based
learning and individual online study.
This ensures that the learner is able to
work at their own pace through the
written content of the programme and
then work with others in a classroom
environment which also prepares them
for the assignments that follow.
Employees can study around their
work and other life commitments with
the flexibility of web access via our
own e-learning platform, ‘Link’, and
are continuously supported by a tutor
who is on hand to provide guidance
and feedback so that they can
successfully complete their studies.
The programme is ‘bite sized’, which
means that within an approximate
four-month period, the learner has
gained new, or improved existing,
skills and provided they have
successfully completed the learning,
they qualify for the Institute of
Leadership & Management (ILM) 
Level 3 Award in First Line
Management. This is a real plus
because not only does it look great on
a CV but for the employer, it
demonstrates that they have invested
time in that employee, which goes a
long way in the current market.
Whilst our L&M programme already
comes with a suggested structure
consisting of various modules, we will
tailor the programme, where possible,
to accommodate an employer’s
specific needs. The core modules
include: Managing Customer Service
(incorporating TCF), People
Motivation, Performance
Measurement, Problem Solving and
Decision Making with optional
modules such as Communication and
Planning Change.
Lighthouse Group was the first
organisation to do our L&M
programme and in the first six months
we have had 13 organisations sign up
with many more in the pipeline. More
recently Leeds Building Society in
Yorkshire and Humber adapted the
programme to suit their needs by
having three members of their
Learning and Development team
become accredited ILM tutors
delivering the workshop element in-
house as a pilot to 12 of its staff.
Becky Hewitt from the Human
Resources department at Leeds
Building Society said:
“The pilot started in March and will
complete in August this year. This is a
great example of how employers,
education providers and the Skills
Academy can bring innovative
approaches to learning and
development with all partners working
to their own strengths to give the best
possible experience for the
candidates.”  
The popularity of the programme
shows that even in these hard
economic times, employers now more
than ever recognise the value in
continuing to invest in a programme
that delivers competent and well
trained managers.
If you would like to know more about
the pilot at Leeds Building Society,
please see the full case study featured
in the latest edition of our newsletter
Updates, which is downloadable from
our website: www.nsafs.co.uk.
By Lisa Whitehead, 
Project and Communications Manager, NSAFS
Email lisa.whitehead@nsafs.co.uk
Tel 0845 618 2353
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ften clients who 
invest heavily in 
leadership and 
management  
programmes
ask us to help them build the
processes and good practice
to enable them to measure
the results of these
investments. 
Our first question is always,
“What will better leadership OR
better management deliver in
business results?” Swiftly
followed by “What are the
metrics: strategic, operational,
financial you’re trying to
improve?” 
Many find these difficult
questions to answer. They have
decided that they need better
leadership, but haven’t
necessarily grounded the
decision in measured evidence. 
We make an important
distinction. 
Achieving planned productivity
levels is a matter of good
management. As is building and
managing the controls to
ensure adherence to budgets
and meeting quality standards:
as is planning and overseeing
good processes that help you
ensure your team delivers to its
expected performance
standard. 
Leadership, on the other hand,
plays a different but
complementary role; innovating
processes and products,
identifying better, faster, higher
quality ways to serve
customers, managing teams in
transition and through periods
of unplanned changes or
external disruption and
contributing to strategy planning
and execution. Not business as
usual, but leading the
identification and delivery of
new ideas, anticipating and
meeting change and providing
extra value to the organisation. 
So the metrics associated with
improved leadership are very
different to those you want to
influence by investing in
management.  
The next step is to agree what
better management or better
leadership looks like in terms of
what people need to do. What
should managers and leaders
be doing differently to achieve
their planned improvements?  
This provides the focused
‘requirements spec’ you can
use to design an appropriate
solution. 
Having better leaders or better
managers does not constitute in
itself a business measure.
Business measures derive from
clear business needs. They are
based on data and represent
things you wish to change.
Some are related to problems
(e.g. costs too high, margins to
low). Some are related to
opportunities (e.g. increased
value from new sales offer, new
or growth in market share). 
Problems are more likely
(though not always) to be a
management performance
issue. Opportunities are more
likely (but not always) to relate
to the benefits of better
leadership. 
We really do need to move
away from rushing to solutions
before we have fully explored
and understand the need.
Ultimately, understanding this is
a result both of better
management and leadership!
A case for 
better 
data driven 
analysis
By Jane Massy, CEO, abdi ltd, the sole representative of the ROI Institute in the UK
www.abdi.eu.com / Tel 01223 360240
Delivering results 
O
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Example is leadership. 
What does that mean?
Well, to me it says that if leadership is
about inspiring and influencing those
around us, we can do that by the
example that we set; by being what we
want others to be and by doing what we
want others to do. At Intouch Consulting
we fervently believe that it is essential for
those who lead because they are in
positions of authority to model the
behaviour they expect of their people. 
And for leaders in a corporate
environment that behaviour needs to
reflect closely the aims and values of the
company. As a senior manager, it is my
responsibility to make sure my part of
the operation consistently delivers those
aims and values; for example, to create
at the ‘sharp end’ the customer
experience my firm wants to provide.
What I do and how I behave will be a
more powerful message about what I
consider to be important than anything I
say. 
Unfortunately, in much of our work
supporting companies in change
programmes we find senior managers
often start off keen and fully engaged but
lose focus over time. Their role in
promoting and role-modelling the key
messages starts to flag. Often this is a
result of what we call “initiativitis” – a
bright, shiny new initiative comes along
before the current programme has had a
chance to deliver! It takes discipline (and
a lot of nagging from us) to maintain the
momentum.
Another reason I like this quote, is
because it is a reminder to me of a
theme I have touched on before.
Leadership is not just about being in a
position of power. “Example is
leadership”. Anybody can inspire and
influence the people around them by the
way they behave. Whether that is to
always treat colleagues with respect, to
provide exemplary service, or to live the
company values, we can all be a positive
influence in our daily lives.
I end as I began, with a quote from
Schweitzer...
“Do something wonderful. 
People may imitate it”
“Example is
Leadership”
This intriguing quotation is by the humanitarian philosopher
and philanthropist Albert Schweitzer, winner of the Nobel
Peace Prize in 1952. 
I find it refreshing, in a world where one is bombarded by
statements about what leadership is and what it isn’t, to find
myself challenged to think about this simple statement that
reverses the normal logic.
By Terry Russell, Intouch consulting ltd
www.intouchconsulting.co.uk
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mployers in the UK
are suffering, none
more so than those in
the financial services
sector and the
Institute of Leadership &
Management (ILM) set out in
March to find out just what kinds
of leadership and management
abilities firms needed to help
them survive the worst recession
in our lifetimes.
We focussed on medium-sized
firms. They are the businesses
that often lead the way out of a
recession, because of their
greater flexibility larger
businesses are often slow to
respond, and smaller business
don’t have the capacity to do so. 
We decided to talk only to
CEOs, to learn what they were
looking for in their managers to
help them survive and prosper;
in total 52 in-depth interviews in
which the CEOs had the chance
to say exactly what they
thought. 
We also took the opportunity to
ask them how optimistic they
were about the future. On a
scale from 1 to 10, they said that
they were fairly optimistic (mean
score 6.7 – not bad, given the
situation!), and the spread of
responses is shown in figure 1.
So, what were the findings?
When asked about the personal
characteristics the CEOs looked
for in their managers, three
stood out as being the most
important – a strong, purposeful
approach; the ability to develop
innovative and effective solutions
to problems; and being positive
in their outlook. 70% of
respondents listed one or other
of these, and made comments
like:
• (Managers must not) ‘get
distracted and diverted by the
here and now.... (They need a)
willingness to keep moving
when the natural tendency is
to stare like a deer in the
headlights.’
• ‘Old ways of doing things
have been closed off and so
we have to take a more
creative approach’
• ‘Optimism means we are
thinking of the future. It means
we are creating opportunities
for ourselves’
Asked more specifically about
the knowledge and skills their
Delivering in the dow
David Pardey, Senior Manager, Research & Policy, 
Institute of Leadership & Management 
Figure 1.
The ILM is Europe’s largest provider of vocational and professional qualifications in leadership and
management. A copy of the report and audio files of case studies can be found on the ILM website at
http://www.i-l-m.com/research-and-comment/5260.aspx) 
Ratings
How optimistic about the economy are you?E
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managers need, the CEOs put
people and communication,
financial management and
customer service at the top of
their list. The comments they
made included:
• ‘It is important to inspire rather
than just manage... it means
that people want to work
rather than being forced to
work’
• ‘..., cash is tight and resources
are limited and we’ve got to
ensure maximisation of every
opportunity’
• ‘...you need to be really
responsive, ...understanding
why our clients value us and
how we can drive those
relationships forward’
The message from this research
is clear – what they were looking
for was effective leadership
(purposeful, innovative and
positive in outlook) and effective
management (of people,
finances and customer service).
This shouldn’t be a surprise –
these are the areas that are
most commonly selected on
ILM’s leadership and
management qualifications. 
The question for any
organisation, large or small, is:
do their managers have these
leadership and management
abilities to help them deliver
during the downturn?
wnturn COMMENT:From Paul Marshall, FSSC Relationship Manager for London,
Midlands and East of England
The requirement for managers to have the skills and ability to
lead their organisations during these challenging times has
never been greater. It is too simplistic to say that managing in
times of growth requires different skills from that of managing
during a downturn. But what are the attributes that make an
effective manager and are they the same in bad times as well as
good? ILM’s research suggests that what is needed most in a
recession is not a different set of personal characteristics and
skills, just really good leadership and management.
The value of investing in leadership and management training is
clear. But what is the market currently telling us about how this
is actually translating into action?
• Investment in training has held up well - invest now reap
rewards in the upturn
• Balance the strategic focus on skills with requirements for
more efficiency
• Seek value-add and /or immediate business relevance
• 80% of directors have maintained or increased investment in
training in the last six months*
• 88% of directors plan to maintain or increase training
investment in the next six months*
• Many organisations are reassessing the type of training
offered, how it is delivered and the principal benefits*
*  Source: IOD research June 09 ‘Training in the recession: winner or loser?’
The FSSC’s Relationship Management team can help small and
medium sized enterprises (up to 250 employees) in England
access funding for leadership and management training through
Train to Gain. 
For information on funding opportunities around the UK please
contact your dedicated FSSC Relationship Manager.  Their
details are available on page 14.
Details on leadership and management qualifications and
training are available from:
Institute of Leadership & Management - www.i-l-m.com
The Chartered Management Institute - www.managers.org.uk.
The tone at the top — 
integrity is not negotiable
For the last twenty years, the Chairman of the Association of Certified Fraud Examiners (ACFE), Joseph T. Wells,
CFE, CPA, and his staff have been teaching fraud examiners and companies alike the critical importance of setting
the proper tone at the top. 
Tim Harvey, CFE, Director of UK Operations for the ACFE (www.acfe.com) said: 
“The strategic ethical culture created by leaders and managers in any company will permeate the organisation and
flow downwards. Employees will follow the examples of their bosses, and an unethical culture will encourage
unethical behaviour by employees. A company that is solely concerned with the bottom line and that pays only lip
service to ethical behaviour is more prone to fraud since employees will not consider ethical behaviour a priority.
Recent public outrage at the MPs’ expenses scandal bears witness to the importance and value placed on integrity
and ethical behaviour.”
More information on establishing a proper tone at the top can be found on the ACFE’s 
website: www.acfe.com/documents/tone-at-the-top-research.pdf
In his books, Mr. Wells identifies several key steps for
organisational leaders to convey the message of
individual and corporate responsibility to the
company’s employees, contractors and investors:
Set a proper tone at the top
Put simply, lead by example, reward ethical behaviour
and punish unethical actions. Integrity in the work
place is not negotiable.
Establish a code of ethics
Issue, and require adherence to, a concise statement
of management philosophy detailing compliance
standards consistent with management’s ethical
policies.
Carefully screen job applicants
Take time to thoroughly check individuals and ensure
your candidates do not have previous convictions or
dismissals for ethical violations. 
Assign proper authority and responsibility
Provide well-defined job descriptions and
performance goals.
Mandate anti-fraud and ethics training for all staff
Conduct formal training emphasising that every
member of the company has a personal responsibility
to report fraudulent activities. Such training should be
led by a board member or the CEO to reinforce the
importance of ethical behaviour at all levels of the
organisation.
Implement effective disciplinary measures
Ensure that all disciplinary actions are fair and
consistent, both in fact and in appearance. These
measures should also include sanctions against
unethical behaviour.
Establish a whistle blower policy
Provide clear guidance to all employees about how to
report any event without fear. The use of a
professional, independent and confidential hotline,
such as Ethics Line (www.ethicsline.com), can create
an important pathway for staff to report incidents with
confidence in the knowledge that the company will
deal with them appropriately.
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Philippa Foster-Back OBE, Director of the Institute of
Business Ethics comments:
“A definition of tone is the qualities and style that
characterise business behaviour, from greeting you at
reception to paying your bills on time. This tone 
feeds through to the ‘tone’ that the company, through its
employees, displays towards its stakeholders and
manifests itself in how the company undertakes its
business. Does it endeavour to do the right thing or does
it cut corners, getting the deal being the ultimate goal.
There is a growing realisation that an ethically bankrupt
business risks becoming a financially bankrupt one. Ethics
matters.”
Foster-Back continues:
“Leadership is also about the example they are personally
setting as a leader. The tendency, in human nature, is to
emulate one’s leader so if someone sees that the boss is
bullying or brusque in how they deal with people the
employees might copy this, the interpretation being that
such behaviour is the way to advance in the organisation.
Example can relate to dress code, interests, such as
football or rugby and so forth.
So effective ethical leadership includes, setting the tone,
setting a good example, communicating this is through a
code of ethics, with training and embedding programmes
implemented in parallel together with a mechanism for
employees to raise their concerns. This is on the basis that
it is difficult to manage what you are not willing to talk
about.”
Harvey concludes: 
“In today’s economic climate, it is tempting to cut costs;
all too often, anti-fraud and ethics training is the first
victim. In my view, this is short-sighted and is liable to
increase the amount of fraud occurring within the
organisation. The ACFE, together with over 50,000
members in 125 different countries and over 300
universities linked to its Higher Education Partnership, is
dedicated to reducing business fraud worldwide. 
The ACFE provides  training for both members and non-
members, and those that attain the Certified Fraud
Examiner (CFE) qualification, are confident to identify an
entity’s vulnerability to fraud, examine data and records
to detect and trace fraudulent activities, interview
personnel, write fraud examination reports, advise clients
as to their findings, give evidence in civil and criminal
proceedings and advise on improving fraud prevention
and deterrence measures. This includes guidance to
introduce and maintain The Tone at the Top.”
Further information on the Institute of Business Ethics, a charity established in 1986 to encourage 
high standards of business behaviour based on ethical values, can be found at www.ibe.org.uk
Knowledgeable, 
Respected, 
Effective.
Fraud affects everyone — from the direct impact it has on business owners, leaders, employees 
and shareholders, to the ripple effect on consumers and the economy.  Members of the Association of 
Certiﬁed Fraud Examiners are on the front lines of the ﬁght against fraud worldwide. With expert training, 
resources and information provided by the ACFE, Certiﬁed Fraud Examiners lead the anti-fraud profession 
in their commitment to protect companies and government agencies worldwide.
 
Experts agree that the key to preventing fraud lies in deterrence and early detection. Be a part of the solution. 
Protecting against fraud and corporate abuse worldwide begins with you.
Find out more about the global anti-fraud effort at www.ACFE.com
The ACFE is the world’s largest anti-fraud organization and premier provider of anti-fraud training and educa-
tion. Together with nearly 50,000 members, the ACFE is reducing business fraud world-wide and inspiring 
public conﬁdence in the integrity and objectivity within the profession.
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Hardly a day seems to go by
without news of redundancies
hitting the headlines. In the past
week alone, no sooner had a
story broken about Lloyds TSB
shedding jobs, than others
followed about British Airways
and Costa Coffee. 
Many commentators seem to be
focusing on the financial implications
of redundancy for UK plc, yet this is
only half the story. Of course it is
important, but the loss of staff and
resulting brain drain is something
that will affect organisations for
many years to come.
That is why the Chartered
Management Institute (CMI) has
welcomed calls by the CBI for a
‘package of labour market
investments’. The CBI’s ‘Alternative
to Redundancy’ scheme is a
sensible way of retaining key staff,
without forcing them to work on
lower pay. It is a call to ensure that
talent is not lost to the workforce.
Put simply, it offers a talent
management solution without
resulting in more cost or regulation.
In this time of uncertainty, attracting,
training and retaining talented staff is
probably not at the top of the
agenda for employers. Yet, if we are
to ensure a competitive future, it
must become an urgent priority.
After all, businesses should begin to
question their readiness for an
upturn now. Only focusing on talent
management once the economy
improves will be akin to belatedly
bolting a stable door; the best staff
will have moved on.
It is understandable that managers
are looking to make cuts, but a
recession is about identifying
sensible cutbacks, not major budget
reductions that will leave
organisations floundering in the
long-term. This view is echoed in the
CMI’s recent Economic Outlook
survey.  Most respondents
recognised a need to train staff, but
feel that they need financial support.
And this is why CMI believes that
Government should give tax breaks
to employers who offer staff training
programmes. Investment in talent
must not be allowed to stop. After
all, the cost of competence is
expensive, but the cost of
incompetence will be considerably
greater.
With investment in talent, questions
also should be asked of the talent
management systems in place. To
work properly a talent management
programme must focus on strategic
business needs; not just top
performers and younger staff
members. What really matters is
identifying the skills that will see an
organisation through change and
then building these competencies
so that UK plc is in a position to
grow.
Experience shows that strong talent
management attracts talented
individuals. As we have seen in
many regions around the UK that
face a ‘brain drain’ – if people
perceive a lack of opportunities for
professional development, they seek
employment elsewhere. 
Confidence may be in short supply,
but talent is not. Businesses need to
make a concerted effort to develop
their existing talent pool and
continue to attract skilled individuals.
But they need Government support.
Only a combined effort will ensure
UK plc is in the best position to take
advantage of the upturn, when it
comes. 
Investment in talent
By Ruth Spellman OBE, Chief Executive, Chartered Management Institute
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LEADERSHIP
ONE SIZE DOES NOT FIT ALL
By Sue Noble, Trainer, Searchlight Insurance Training
focused.  A picture often associated 
with this is the manager sitting in their
office, head down, working through
piles of papers with little awareness of
their staff.  
Leadership is more about having a
vision of what needs to be done and
knowing who the best person within
the team is able to undertake the
task. Leadership is about
demonstrating enthusiasm and
having excellent rapport building skills
to get on with others and influence
others to do what needs to be done.
You are more likely to see a leader
‘walk the talk’, going up to their staff
and asking how things are going and
taking an interest in them.   
Emotional intelligence (EQ) is the key
to successful leadership. EQ is about
being aware of yourself and how you
behave, being aware of others,
managing your emotions and
reactions when it matters and building
strong working relationships.
Leadership is about being fully aware
of how they behave and how their
behaviours impact on others at any
given time. This will give them the
flexibility in their approach to any
situation.  With awareness comes
responsibility and choice.  If leaders
want others to work FOR them and
not out of duty or under duress then
building relationships through trust
and respect will demonstrate their
effective leadership qualities.
There is Management and
there is Leadership and just
how do the two differ and
most importantly why does 
it matter?
Most research suggests that
management is about ‘doing things
right’ whereas leadership is about
‘doing the right thing’.  In reality, what
does this mean?  In any role where
there is a line management
responsibility there is a spectrum of
management and leadership styles
which should be adopted according
to the situation and also the person
you are managing.  One size does not
fit all.  In a crisis situation it would be
inappropriate to start coaching your
staff by asking open and challenging
questions to get them to come up
with a solution.  An authoritarian style
would be more appropriate here as
your direct reports are looking for
direct leadership and guidance to get
them through the crisis. 
However, if you want to motivate,
develop and build a trusting working
relationship with your staff then
adopting a coaching style of
management will enable this to
happen. Being an overbearing bully is
not going to inspire anyone and will
probably lead to you losing the best
staff you have.  Research has shown
that people do not generally leave
their jobs due to money. The reason is
much more likely to be due to how
they are managed. 
Management tends to be about
detail, organising and monitoring. It is 
a ‘hands on’ style and is very task 
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SIFs behavi
ng 
badly
Focus on senior management competence
By Jayne Owen, CEO, Corporate Training Partnerships Ltd. www.ctp.uk.com
While most industries have
regulation the financial services
sector is unique in individually
authorising individuals who ‘run the
business’ and those who perform
specific functions identified by the
FSA. These are now known as SIFs
(Significant Influence Functions) As
well as having personal liability they
also have their own rule book
Principles and Code of Practice for
Approved Persons, known as
APER. If you ever have time to read
an FSA rule book this is the one to
choose. 
It contains the seven Principles for
Approved Persons and some
fascinating examples of bad
behaviour. These are presented as
examples of actions (or inactions)
that would constitute a breach of
the principles. Gems such as
entering into ventures without
understanding the risks involved and
favouring big producers despite
evidence that they are not suitable. 
Key to the competence issue is
Principle 6 that requires that a SIF
“must exercise due skill, care and
diligence in managing the business
for which he is responsible”. 
We will see an increasing focus on
the competence of senior
management and the FSA are 
beginning to communicate exactly
what they expect. These areas were
outlined by FSA Chief Executive,
Hector Sants’ speech in May 2009. 
Knowledge – have and use generic
knowledge of the sector and
specific knowledge of the firm, its
systems and controls 
Skills: demonstrate the business
and interpersonal skills required for
the job and meet the standards
expected by the FSA
Behaviour: demonstrate the
attitudes and standards of ethical
behaviour required to fulfil the role 
Expertise: achieve outcomes for
the business and customers that are
‘positive and fair and meet the
performance standards expected.’ 
I can feel an outcomes based
approach coming here.
Note particularly the focus on
business skills. Often we
concentrate in management
development on the skills of
managing and leading people.
Equally important are the business
skills of risk management, business
finance and planning, marketing and
operational management. 
To achieve and evidence the
competence of senior management,
more formal induction and
assessment from board level
downwards through the
management structure will be
needed. A tighter definition of what
knowledge skills and experience as
well as standards of behaviour will
need to be set and assessed if
senior management competence is
to be evidenced. 
Is this important? Well this is a
quotation from the same speech:
“Taking tough enforcement action
against individuals, for integrity or
competency failures, is therefore a
critical component of our credible
deterrence philosophy.“
If you haven’t done so already start
to plan how to review, improve and
evidence the competence of your
SIFs. Looking to the future, consider
introducing a bespoke Diploma or
Certificate in Management that will
give you the independent assurance
of training quality standards and
something of lasting value to the
firm and individual. 
It is not enough these days to
just have a technical specialism
in the workplace. Roles have
moved away from being very
specific such as general
manager, office manager or
finance clerk and nowadays
people need to be multi-skilled.
People on average move jobs
fourteen times during their career
– and whilst they need the
technical knowledge to do their
job – they also need the softer
skills to help them integrate into
each workplace and role. 
Professional bodies such as the AAT
have been at the forefront of
recognising the value to their
members of developing both
technical and softer skills. For this
reason, the AAT has placed a strong
emphasis on Continuing
Professional Development (CPD) to
enable members to be in more
control of their career. All members
are expected to keep themselves
up-to-date with changes in
regulations and reporting standards
in their particular field. Without this
knowledge, they would be unable to
do their job efficiently, effectively and
most importantly legally. However, as
one member’s area of work would
differ from another’s; a ‘one size fits
all’ approach to CPD is not
appropriate. Someone who works in
a big government department would
most probably have very different
needs from someone who runs their
own private practice. It is a condition
for all AAT members to undertake
Accountancy: 
more than just numbers
By Adam Harper, Director of Professional Development, AAT
continuing CPD pertaining to their
particular role and career. 
Importantly, the AAT believes that
CPD should not just be about
acquiring technical knowledge alone.
In order to progress through any
career, people need to gain skills not
only in their role but also
interpersonal skills such as
leadership, verbal and non-verbal
communication. As one moves
through the profession towards the
Finance Director type of roles, the
focus is much more about looking at
the bigger strategic picture and
communicating that to others than
specific technical skills.  Some
people will be able to make this
transition comfortably whereas for
others it is much more a process of
learning and development. 
CPD is fundamentally about both
professional and personal growth. It
is natural for someone to progress in
their career but they need the right
tools to be able to do so. The AAT’s
CPD programme encourages people
to take control of their own
progression and develop themselves
accordingly. 
Skillsmatters Issue 8   31
LEADERSHIP AND MANAGEMENT
Key factors are:
•  Connectivity, getting the relationships right – brokerage roles such as peer 
mentors, boundary spanning roles and networking skills are central. The
right boundary roles and objects are critical role in minimising
communication failures, building trust and personal and working
friendships.
•  Work on integrity; consistency and competence – these are the major
factors in determining the success of interactions and collaborations and
the belief in potential learning and solutions. 
•  Use relationship managers – managing, spotting and making relationships
in the network is vital. 
•  Membership – be aware of boundaries and access points into the network
and to foster subcultures to allow nuggets to grow around ideas. Foster a
referrals culture.
•  Work for the network – Encourage members to serve the network rather
than see it as resource.
•  Absorptive capacity – any intervention will fail unless it addresses a
business’s capability to accept new knowledge and change, at an
individual and organisational level. Building strong relationships is an
important way of developing that capacity. 
•  Social practice – social practice lead workshops to identify potential
solutions from a recognisable context. Action learning may be key here,
learning from peers through structured questioning and problem solving or 
live case studies.
•  Stories and the narrative – these are the manifestations of culture or focal
points of activity, such as stories and myths; websites or documentation,
the stuff that binds. This needs to be facilitated and done properly, can be
the focus for building a shared language, reference points and
expectations across the network. 
•  Provide and encourage thought leadership – is most effective from within
the community and from successful leading lights or simply those who
relate to others most effectively. 
•  Flexibility in provision – make sure your services are flexible, demand led
and broad. Be more effective in use of existing resources and services,
even down to event timings and style. Look for synergies. 
Making knowledge work
Research into knowledge transfer
over recent years has offered some
important insights for university–
industry interaction. 
The SME Knowledge Network at
Bradford School of Management
works to this evidence base in
producing relevant services for the
SME market place. 
It is important to deal with the
problems that SMEs face but any
intervention must take into account
the way in which SMEs learn and
develop, not just as individuals but
also as organisations. 
Research suggests that in order to
produce relevant services it is
important to provide a platform on
which businesses and universities
can interact and through which
businesses can learn.
It’s a tall order but if a university can
manage to reflect this wish-list in the
way it interacts with the outside
world, then there is a real chance
that businesses and universities can
do each other some real favours and
make their knowledge work for the
benefit of all. 
By Owen Whitehouse BSc (Hons) MSc MBA, Associate Director, SME Knowledge Network
By taking the time to understand your firm’s
existing procedures and processes, and the
outcome your are looking to achieve in terms
of staff development, your training provider
will also ensure the content of the
Apprenticeship is linked to the actual job
performance, keeping activity in terms of
bureaucracy to a minimum.
If you are looking for a means to accredit your
staff or a way to demonstrate your T&C
committments are being achieved then
Apprenticeships are ideal.
The Apprenticeship programme in Wales is
funded by WAG and caters for all ages. This
allows organisations to provide
Apprenticeships for the more ‘mature’
employee, who may already have a wealth of
experience relevant to understanding clients’s
needs and problems, and enable them to go
on to provide the right solutions based on the
training they have received.
Stewart Forrester, 
Relationship Manager for Wales
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SkillsSurgery
Your skills issues answered
Email your questions to skillssurgery@fssc.org.uk>>
Can you assure me that a financial
services Apprenticeship will give my staff
the required skills to meet the needs of
very demanding clients and is not overly
tied up in bureaucracy?
Large Corporate Bank, Wales
An in-depth application for funding will ensure
your needs are carefully linked with the most
approriate Apprenticeship programme
available in terms of the content of the
business in which the Apprenticeship is being
offered and your required outcome.
It would be really helpful if the skills
funding that is currently available matched
more closely with employers’ needs rather
than pushing the government agenda?
SME, Leicester
A lot of the funding available does meet with
employers’ needs but you need to look
closely at programmes like Train to Gain
which are a lot more flexible than they used to
be. 
There has always been a question mark
around how much funding is available and in
fact it is a lot more flexible than it use to be
and you might be surprised to find that the
sort of training you want may now be
fundable. 
Always look at what is available and don’t just
listen to hearsay.
Alistair Hudson, Relationship Manager for
London, Midlands and East of England
How can I benchmark my firm’s Training &
Competency regime in line with the
industry’s best practice?
SME, Cambridge
The FSSC has developed a T&C Standards &
Good Practice Guidance toolkit which can be
downloaded from www.fssc.org.uk.  
We have also launched a series of workshops
entitled Implementing Productive and Effective
T&C Arrangements which look at how the
T&C Standards and Good Practice Guidance
work,  the key considerations for
implementing effective T&C arrangements and
how T&C can be used to manage people risk
and improve their performance. Keep an eye
on our website for details of further
workshops.
Paul Marshall, Relationship Manager for
London, Midlands and East of England
How can we get candidates for work who
have the necessary soft skills, bearing in
mind that even in the most technical of
jobs 90 per cent of the work involves
dealing with people?
Accountant, London
I think it is important for employers to look at
the wide range of training that is available. 
Everyone looks at regulatory training and the
training necessary to undertake the technical
aspects of a role but there is also a lot of
training out there, which can be funded
through Train to Gain or through other
programmes like Beyond 2010 in the East of
England, which covers the sort of soft skills
and interpersonal skills that are really
necessary for people to do their jobs. 
You need to look out for what funding is
available and go for it! You need a fully
rounded workforce and that is the only way
you are going to get them if people don’t
come to you with those skills already in place.
Alistair Hudson, Relationship Manager for
London, Midlands and East of England
Where can I access funding to help with
Leadership and Management training for
my staff?
SME, Manchester
Train to Gain is offering funding for up to
£1,000 towards Leadership & Management
training for senior managers and directors.
The Institute of Leadership and Management
(ILM) is also offering NVQ qualifications for
other members of staff.
Paul McCraith, Relationship Manager for the
North of England
Devil’s Advocates
Do organisations need good functional
managers or inspirational leaders?
Overleaf is an edited taster of what you had to say. 
Read the responses to this, and other debates, in full at www.fssc.org.uk/devilsadvocates
A quantum of leadership
Vision and implementation represent the
essence of modern leadership. Visual
thinking identifies novel sources of
competitive advantage which only a
series of well orchestrated actions can
turn into value. One dimension without
the other cannot stand. Vision without
action is just managerial hedonism,
while mere implementation leads
organisations to cynicism and denial.
Both dimensions are essential to the
sustained success of any organisation
and should not be seen as distinct
states or modes. Modern leaders
should foster both organisational
capabilities at the same time, creating
an atmosphere which does not privilege
one over the other, having some
properties of both. This approach could
have the same impact that quantum
mechanics had on classical physics,
challenging the status quo on the basis
of stakeholders’ wealth creation.
Dr. Giampiero Favato, 
Henley Business School
Functional expertise often lacking
Inspiration and execution are both
important in any significant endeavour.
However, of the two, functional
expertise required for good execution is
usually in deficit at most organisations.
Fortunately, the situation can be easily
remedied with better education and
training. Yet, a common problem is
underinvestment by companies and
employees alike. There is a danger that
the current economic malaise will
exacerbate the problem. It is all too
easy to make training and development
a low priority in difficult times. But the
best companies will continue to plough
and sow for the future, with an
understanding that competitive
advantage is best gained in difficult
times. Leaders need to inspire.  They
also need to invest in developing their
managers. Otherwise, their vision and
inspiration may come to nought.
Nitin Mehta, Managing Director, EMEA,
CFA Institute
Generating ‘followership’
In recessionary times, when the
opportunities for growth become scarce
as markets shrink, organisations have
to look inwards at their own processes
and procedures to improve efficiency
and economy – optimising productivity
and seeking best value in costs.  To
achieve this, managers have to look at
their functional roles, and ensure their
operational skills and technical
knowledge are aligned with leading
edge thinking and current good
practice.
Whilst managers need to be first class
in their functional capabilities, they also
have to provide inspirational leadership.
Managers have to generate the
commitment and motivation amongst
their staff to ensure that difficult
decisions are implemented successfully.
This is where the characteristics of
inspirational leadership come into play
to create an attitude in work teams
which overcomes barriers and
resistance to change, and generates
‘followership’. Only by combining
functional capabilities with leadership
qualities will managers be truly effective.
Dick Palmer, 
Principal and Chief Executive, 
City College Norwich
The ladder of success
Leaders should provide an organisation
with its direction and establish the ethos
while managers are responsible for
ensuring that the vision is implemented,
resources are allocated appropriately
and results are in line with expectations.
Stephen Covey has a useful image to
illustrate this concept: efficiency
(management) is about working your
way up a ladder safely, economically,
quickly, etc. while effectiveness
(leadership) is about making sure the
ladder is up against the right wall.
Vince Harvey, 
Head of Personal Development, 
Brooks Macdonald Group plc
Equal weighting must be applied
Inspirational leadership without
functional capability is hot air. Functional
capability without inspiration is cold
comfort. 
The larger the organisation the more
probable it is that these two valuable
functions will be found in different
people. This requires careful
management, as one without the other
will lead ultimately to corporate
disintegration.  Similarly, where both are
present but where one is considered
more important than the other,
corporate dysfunction will result.
Gill Cardy, Professional Partnerships Ltd
Must be technically competent and
ethical
To be truly flexible in a global market,
organisations need both functional
managers and inspirational leaders but
these should be drawn from the
professions where rigorous technical
competence is required along with an
adherence to core ethical values.
Barbara Beebee, 
Corporate Communications Manager,
The Actuarial Profession
Inspirational leadership needed to
compete in a global arena
Functional Leaders are often rightly
concerned with developing policy for
others to follow. In the brave new world
of the leaner central function, the
approach must be about creating value.
Functional directors who are looking to
devote more attention to developing
this value-added role should be making
a transition from ‘policy owner’ to
‘partner’. The former thinks like a
manager, the latter more like a
managing director. A partner is
constantly responding to the external
environment and providing support to
the organisation. Without innovation
and inspirational leadership companies
will fall behind in an international race to
create better, quicker, safer, cleaner
products that anticipate the needs of
their customers. Such leadership when
it comes from the top of an organisation
can be transforming, permeating every
corner of the business.
Anne Harper, Skills Director: London,
South East and South West England,
Cogent SSC Ltd
A balance between art and science
Let’s consider the quote by Field
Marshal Slim. “Leadership is of the
spirit, compounded of personality and
vision; its practice is an art.
Management is of the mind, more a
matter of the accurate calculation of
timetables, methods and statistics. Its
practice is a science.”
Since then, the amount written on both
from business school to boardroom is
voluminous. Language may have
changed, however the sense of what
Lord Slim said remains the same. Can
you have a leader who is not
inspirational? That’s improbable,
because much of leadership is delivered
through example, often using the power
of inspiration. Consequently, a leader
before for which there is a set
procedure, and the manager’s role is to
recognise the nature of the problem and
make the right call on how to deal with
it. Leaders deal with ‘wicked’ problems
– novel events for which there is no
clear right or wrong answer and for
which they have to make judgements
often with limited information. The
defining factor is uncertainty, and it is
this uncertainty which makes it
necessary for leaders to be trusted by
the people they lead, since there are
few reference points or previous
experiences that will enable followers to
know that the solution will work.
This doesn’t make management easier,
as the range of problems about which
they have to be knowledgeable is
extensive and often sensitive, requiring
an appropriate knowledge base that
constantly needs updating. ‘Wicked’
problems occur less often but are, by
definition, less predictable. They often
need resolving by reference to
principles rather than organised
knowledge, and it is in those principles
that the personal qualities of the leader
are revealed.
David Pardey, 
Senior Manager, Research & Policy,
Institute of Leadership and
Management
Good managers lead by example
In my experience, those who seek to be
inspirational leaders do so to hide other
more practical shortcomings. Those
who aspire to be little Napoleons, very
often, are those who prefer talking to
doing or, if you prefer, salesman rather
than the technocrat.  I have found that if
you want to inspire those who are your
subordinates, this can only be done by
working harder, longer, more effectively
and with better results than those
whom you manage. Good functional
managers in my experience normally do
this and have in addition the ability and
the experience to run a team or a work
force and understand the necessity of
good administration and oversight.
Whereas the inspirational leader tends
to be somewhat more slap dash on
detail but stronger on rhetoric.
Harry Katz, Norwest Consultants
needs managers, those who carry
through the detail to achieve the
outcomes of that inspiration. A leader
will often be ‘big picture,’ whilst relying
on some managers for the ‘small
picture.’ A balance of both makes for a
highly effective team.
Neil Grimston, Chairman, 
Hanover Partnership Ltd  
Range of skills for a range of
problems 
People can and should be good at
managing their area of responsibility
AND also be able to lead their team
well. Research which ILM did earlier this
year (see page 22) amongst CEOs of
mid-sized businesses showed that they
thought both were essential. We asked
them what they looked for in their
managers to help survive the recession
and they identified three top
management skill areas – manage
people, finance and customer
relationships – and three key leadership
qualities – being purposeful, innovative
and having a positive outlook. 
There is an argument that the two
facets (management and leadership) are
required to deal with two types of
problems. Managers deal with ‘tame’
problems – those which have happened
Get the right people in the right roles
Sometimes the two roles overlap given that functional
managers must also inspire and motivate their own
teams. The recent problems in financial services have
arisen because of a seeming lack of competence of
people who were tasked to make these appointments,
often appointing the wrong people for leadership roles,
although they would have performed satisfactorily as
functional managers. Often you see advertisements for
senior leadership roles which over look key qualities,
instead focusing on run-of-the-mill criteria resulting in
problems seen.  
There have been some highly qualified individuals from
known academic institutions employed as leaders by
many organisations, yet have proven unsuitable for
leadership roles which require a different set of skills and
experience. More often organisations appear
mesmerized by well-known names, charisma, fancy fast-
track CVs etc and ignoring more stable and real qualities
senior leadership roles require for the longer term benefit
of organisations and the society. Enron is a good case. It
was stuffed with Harvard business alumni, yet it
collapsed. I believe Harvard also regarded Sir Fred
Goodwin as a management genius and Andy Hornby
was their top student. Both were appointed leaders in
their organisations, but unsuitable for those roles as we
now know. Their organisations clearly did not know,
reflecting very weak HR functions. Yet, given their
backgrounds, these individuals would have been
successful as functional managers. There are many other
examples. 
Despite a huge amount of literature, concept of
management and leadership is generally misunderstood
from a practical viewpoint and this is one of the reasons
that we have so much turmoil in financial services
particularly. Organisations must review the functions
because from what we have seen and read the HR
function in RBS must be one of the worst, despite
making so many noises over the past decade blowing its
own trumpet and yet last year RBS declared a loss of
£24.1 billion, the largest in British corporate history. It is
high time to reflect, learn lessons not to change what
works and has worked and take appropriate action,
taking into account the changing business and
environmental scenario.    
Satya Pal Mangla FCIB, 
International Consultant, 
Financial Sector Reforms
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